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DETAILED ACTION 

Continued Examination Under 37 CFR 1.114 

A request for continued examination under 37 CFR 1.1 14, including the fee set forth in 
37 CFR 1 .17(e), was filed in this application after final rejection. Since this application is 
eligible for continued examination under 37 CFR 1.1 14, and the fee set forth in 37 CFR 1.17(e) 
has been timely paid, the finality of the previous Office action has been withdrawn pursuant to 
37 CFR 1.1 14. Applicant's submission filed on 18 March 2008 has been entered. 

Response to Amendment 

Applicant's amendment filed 18 March 2008 has been entered. Claims 1, 3-15, 17-31, 
33-45, 47-50 and 52-54 are pending. Claims 2, 16, 32, 46 and 51 are canceled. Claims 1, 9, 13, 
15, 18, 23-31, 36, 39, 43, 45, 50 and 54 are currently amended. 

Drawings 

The drawings are objected to under 37 CFR 1.83(a). The drawings must show every 
feature of the invention specified in the claims. Therefore, the method of claims 9 and 39 must 
be shown or the feature(s) canceled from the claim(s). No new matter should be entered. 

Corrected drawing sheets in compliance with 37 CFR 1.121(d) are required in reply to 
the Office action to avoid abandonment of the application. Any amended replacement drawing 
sheet should include all of the figures appearing on the immediate prior version of the sheet, 
even if only one figure is being amended. The figure or figure number of an amended drawing 
should not be labeled as "amended." If a drawing figure is to be canceled, the appropriate figure 
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must be removed from the replacement sheet, and where necessary, the remaining figures must 
be renumbered and appropriate changes made to the brief description of the several views of the 
drawings for consistency. Additional replacement sheets may be necessary to show the 
renumbering of the remaining figures. Each drawing sheet submitted after the filing date of an 
application must be labeled in the top margin as either "Replacement Sheet" or "New Sheet" 
pursuant to 37 CFR 1 .121(d). If the changes are not accepted by the examiner, the applicant will 
be notified and informed of any required corrective action in the next Office action. The 
objection to the drawings will not be held in abeyance. 

Claim Objections 

Claims 1, 4, 6, 9, 15, 17-24, 3 1, 34, 39, 45 and 50 are objected to. 

As per claim 1, it appears that the phrase "a problem diagnosis data comprising" should 
be "the problem diagnosis data comprising." 

As per claims 1,9, 15, 31, 39 and 45, it appears that the phrase "communication 
processes" should be "communication process." 

As per claims 1,9, 15, 31, 39 and 45, it is not clear how the "unstructured service 
requests/problem diagnosis data" comprise "information that is the result of. . . communication 
processes" when , according to [0026] of the specification, the "unstructured service requests" 
are the result of that "communication process." 

As per claims 4, 9, 18 and 34, there should be an "and" after the second to last limitation. 

As per claim 6, it appears that the word "teens" should be "terms." 
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As per claims 9 and 39, it is not clear what is presented to the user. The claim states that 
the user is presented with "product problem diagnosis data" and "structured answer objects" 
(claim 12). The presentation of both "product problem diagnosis data" and "structured answer 
objects" does not appear to be supported by the specification. 

As per claims 9 and 39, it is unclear how the "historic product problem diagnosis data" 
can comprise "information that is a result of. . . communication processes" since, according to 
[0026] of the specification, it is the "unstructured service requests" that are the result of that 
"communication process" and the "diagnosis data" is part of the "structured answer objects." 

As per claims 17-22, the phrase "computer-readable medium" should be "computer- 
readable storage medium." 

As per claim 23, it is unclear how the "information" is "derived from. . . communication 
processes" since, according to [0026] of the specification, it is the "unstructured service 
requests" that are the result of that "communication process" and the "information" is a 
"structured answer objects" (claim 26). 

As per claim 24, the "historic problem diagnosis data" lacks antecedent basis in the 

claims. 

As per claim 50, the phrase "the means enabling a user to" is indefinite because it does 
not require that the following functionality be performed. A claim is indefinite where it merely 
recites a use without any active, positive steps delimiting how this use is actually practiced. 



Claim Rejections - 35 USC § 112, First Paragraph 
The following is a quotation of the first paragraph of 35 U.S. C. 112: 
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The specification shall contain a written description of the invention, and of the manner and process of making 
and using it, in such full, clear, concise, and exact terms as to enable any person skilled in the art to which it 
pertains, or with which it is most nearly connected, to make and use the same and shall set forth the best mode 
contemplated by the inventor of carrying out his invention. 

Claims 1, 15, 31, 45 and 50 are rejected under 35 U.S.C. 1 12, first paragraph, as failing to 
comply with the written description requirement. The claim(s) contains subject matter which 
was not described in the specification in such a way as to reasonably convey to one skilled in the 
relevant art that the inventor(s), at the time the application was filed, had possession of the 
claimed invention. 

As per claims 1, 15, 31 and 45, the limitation "unstructured service requests comprising 
information that is a result of an end-user and product support engineer product communication 
processes" does not appear to be disclosed in the specification. The specification states that 
"Each entry logged in PSS service request log 108 is the result of end-user and product support 
engineer/staff product problem diagnosis, troubleshooting, and resolution probing 
communication processes." The log entries appear to be the "unstructured service requests," but 
the claims indicate that they comprise information that is the result of the communication 
process, not that they are the result of that process. 

As per claim 50, "historic problem cause and resolution data" as opposed to "historic 
problem diagnosis data" does not appear in the specification. Rather, according to e.g. [0022], 
diagnosis data does not include resolution data, so "diagnosis data" cannot be equivalent to 
"cause and resolution data." 
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Claim Rejections - 35 USC §101 

35 U.S.C. 101 reads as follows: 



Claims 45 and 47-49 are rejected under 35 U.S.C. 101 because the claimed invention is 
directed to non- statutory subject matter. 

As per claims 45 and 47-49, the instant claims are directed to software per se. 
Independent claim 45 recites a computer program per se and functional descriptive material 
consisting of data structures and computer programs, which impart functionality when employed 
as a computer component. As such, the instant claims are not limited to statutory subject matter 
and are therefore non-statutory. See Diehr, 450 U.S. at 185-86, 209 USPQ at 8. 

Specifically, none of the claimed means are defined in the specification as being 
exclusively hardware, thus they may be software, making the claims software per se. 



Claim Rejections - 35 USC §102 
The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that form the 
basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a foreign country or in public use or 
on sale in this country, more than one year prior to the date of application for patent in the United States. 

Claims 1, 3-6, 9-12, 15, 17-20, 23-26, 29-31, 33-36, 39-42, 45, 47-50 and 52-53 are 
rejected under 35 U.S.C. 102(b) as being anticipated by Simoudis, U.S. 5,224,206 (Simoudis). 

1. Simoudis teaches "A computer-implemented method comprising: converting, by a 
computing device, unstructured service requests comprising information that is a result of an 
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end-user and product support engineer product communication processes, which is not based on 
information solely generated by a professional writer or a vendor tasked with documenting a 
product, to one or more structured answer objects, each unstructured service request including 
information to narrow product problem symptom(s) to a root cause, each structured answer 
object comprising hierarchically structured historic problem diagnosis data," see Fig. 1, col. 1, 
lines 23-35, "Case based reasoning is an artificial intelligence technique implemented with a 
computer that accepts the description of a problem and uses a database of past cases in order to 
find a solution to the problem at hand. The term 'case' refers to a problem-solving experience" 
and col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem. When a new problem is presented to the 
system 10, the information (or symptoms) relating to the new problem is input into a case 
retriever 14. . . Using these most important features, the case retriever 14 queries the case library 
and retrieves cases that are initially deemed appropriate to the new problem," where the claimed 
"unstructured service request" is the referenced "new problem," the claimed "structured answer 
objects" are the referenced "retrieve[d] cases," the claimed "communication process" is the 
referenced "problem-solving experience," the claimed "information to narrow product problem 
symptom(s)" is the referenced "most important features" and the claimed "hierarchically 
structured historic problem diagnosis data" is the referenced "symptoms of the problem, the 
cause of a problem, and a solution to the problem" which is historic since it is a previously 
solved case and is hierarchical because a symptom must have a cause which must have a 
solution. 
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Simoudis teaches "and in view of the product problem symptom(s): identifying a set of 
the one or more structured answer data objects, each structured answer data object in the set 
comprising term(s) and/or phrase(s) related to the product problem symptom(s)," see Fig. 1 and 
col. 3, lines 50-64, "Once the case retriever 14 has retrieved cases from the case library 12. . . the 
case retriever 14 then performs a justification for each of the cases which have been retrieved. . . 
The first action is the acceptance of a retrieved case because it is justifiably relevant to the 
problem being solved," where the claimed "set" is the referenced "case [that] is justifiably 
relevant." 

Simoudis teaches "and providing historic and hierarchically structured problem diagnosis 
data from the set to an end-user for product problem diagnosis," see Fig. 1 and col. 7, lines 9-23, 
"The retrieved cases whose causal explanation can be successfully used to solve a problem are 
returned to the user or the case reasoner." 

Simoudis teaches "a problem diagnosis data comprising: a product problem description," 
sec col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "description" is the 
referenced "symptoms of the problem." 

Simoudis teaches "a product problem cause that caused a described product problem," 
see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "cause" is the referenced 
"cause of the problem." 

Simoudis teaches "and a product problem resolution that resolves the described product 
problem by fixing a corresponding product problem cause, wherein a product problem 



Application/Control Number: 1 0/826, 1 60 Page 9 

Art Unit: 2168 

description data field is a parent node of a product problem cause data field, and the product 
problem cause data field is a parent node of the product problem resolution data field," see col. 3, 
lines 28-40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem," where the claimed "resolution" is the referenced 
"solution to the problem," and where the results are hierarchical because a symptom must have a 
cause which must have a solution. 

3. Simoudis teaches "The method of claim 1, and wherein the problem diagnosis data 
comprise a link to a product support article," see col. 9, lines 61-67, "A causal explanation is an 
annotation, or summary, made by the technician or user who inserted a case in the case library 
12." 

4. Simoudis teaches "The method of claim 1, and wherein converting the unstructured 
service requests, identifying the set, and providing the historic and hierarchically structured 
problem diagnosis data are performed by a server computing device, and wherein the method 
further comprises," see Fig. 1 and col. 3, lines 15-27, "A case-based reasoning system is shown 
in FIG. 1." 

Simoudis teaches "receiving, from a client computing device, the product problem 
description," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "and wherein providing the historic and hierarchically structured 
problem diagnosis data further comprises: searching an index for terms and/or phrases that match 
term(s) in the product problem description to identify the one or more structured answer objects 
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in the set," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "communicating the set to the client computing device for display by a 
troubleshooting wizard to the end-user," see Fig. 1 and col. 7, lines 9-23, "The retrieved cases 
whose causal explanation can be successfully used to solve a problem are returned to the user or 
the case reasoner." 

5. Simoudis teaches "The method of claim 1, wherein the method further comprises 
dynamically generating a knowledge base article from information provided by the set," see col. 
4, lines 4-14, "A second type of learning occurs after the new problem has been solved (or not 
solved), with the information gained during the problem solving session being stored as a new 
case in the case library 12." 

6. Simoudis teaches "The method of claim 1, wherein after converting the unstructured 
service requests and before identifying the set and providing the historic and hierarchically 
structured problem diagnosis data, the method further comprises: generating an index by: 
extracting features from the structured answer objects; analyzing the features to identify the 
terms and the phrases; assigning relevance weight to the terms and the phrases; normalizing 
terminology within the teens and the phrases; and wherein operations for identifying the set are 
based on information in the index," see col. 2, lines 8-24, "In order to guarantee that only one 
case is retrieved from the case library, these existing systems use various methods for organizing 
the case library, and rely on heuristic techniques in order to determine how to best search the 
case library." 
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9. Simoudis teaches "A method at least partially implemented by a computing device 
comprising: communicating, by a troubleshooting wizard, a search request comprising a product 
problem description to a server computing device," see Fig. 1 and col. 3, lines 28-40, "When a 
new problem is presented to the system 10, the information (or symptoms) relating to the new 
problem is input into a case retriever 14." 

Simoudis teaches "responsive to receiving the search request, systematically presenting 
to a user of the troubleshooting wizard historical product problem diagnosis data organized by 
the server computing device into a hierarchical tree from structured answer data objects in view 
of the product problem description," see Fig. 1 and col. 3, lines 28-40, "a case is a database entry 
that includes the symptoms of the problem, the cause of a problem, and a solution to the 
problem. When a new problem is presented to the system 10, the information (or symptoms) 
relating to the new problem is input into a case retriever 14. . . Using these most important 
features, the case retriever 14 queries the case library and retrieves cases that are initially deemed 
appropriate to the new problem," where the claimed "search request" is the referenced "new 
problem," the claimed "structured answer data objects" are the referenced "retrieve[d] cases" and 
the claimed "hierarchically tree" is the referenced "symptoms of the problem, the cause of a 
problem, and a solution to the problem" which is hierarchical because a symptom must have a 
cause which must have a solution. 

Simoudis teaches "responsive to receiving a response to the search request, presenting, by 
the troubleshooting wizard, information from the response to the user wherein the information 
comprises historic problem diagnosis data, the historic problem diagnosis data comprising 
information that is a result of an end-user and product support engineer product communication 



Application/Control Number: 1 0/826, 1 60 Page 1 2 

Art Unit: 2168 

processes, which is not based on information solely generated by a professional writer or a 
vendor tasked with documenting a product, being associated with term(s) and/or phrase(s) 
related to the product problem description," see Fig. 1, col. 1, lines 23-35, "Case based reasoning 
is an artificial intelligence technique implemented with a computer that accepts the description of 
a problem and uses a database of past cases in order to find a solution to the problem at hand. 
The term 'case' refers to a problem-solving experience" and col. 3, lines 28-40, "a case is a 
database entry that includes the symptoms of the problem, the cause of a problem, and a solution 
to the problem. When a new problem is presented to the system 10, the information (or 
symptoms) relating to the new problem is input into a case retriever 14. . . Using these most 
important features, the case retriever 14 queries the case library and retrieves cases that are 
initially deemed appropriate to the new problem," where the claimed "communication process" 
is the referenced "problem-solving experience" and the claimed "historic problem diagnosis 
data" is the referenced "symptoms of the problem, the cause of a problem, and a solution to the 
problem" which is historic since it is a previously solved case. 

10. Simoudis teaches "The method of claim 9, wherein the historic problem diagnosis 
data comprise any one or more of hierarchically structured product problem description(s), 
symptom(s), cause(s), and resolution(s)," see col. 3, lines 28-40, "a case is a database entry that 
includes the symptoms of the problem, the cause of a problem, and a solution to the problem." 

1 1 . Simoudis teaches "The method of claim 9, wherein the information comprises a link 
to a product support article," see col. 9, lines 61-67, "A causal explanation is an annotation, or 
summary, made by the technician or user who inserted a case in the case library 12." 



Application/Control Number: 1 0/826, 1 60 Page 1 3 

Art Unit: 2168 

12. Simoudis teaches "The method of claim 9, wherein the information comprises a set of 
structured answer objects," see col. 3, lines 28-40, "Using these most important features, the case 
retriever 14 queries the case library and retrieves cases that are initially deemed appropriate to 
the new problem," where the claimed "structured answer objects" are the referenced "retrieve[d] 
cases." 

15. Simoudis teaches "A computer-readable storage medium comprising computer- 
executable instructions for: converting, by a computing device, unstructured service requests to 
one or more structured answer objects, each unstructured service request comprising information 
that is a result of an end-user and product support engineer product communication processes 
and including information to narrow product problem symptom(s) to a root cause, each 
structured answer object comprising hierarchically structured historic problem diagnosis data," 
see Fig. 1, col. 1, lines 23-35, "Case based reasoning is an artificial intelligence technique 
implemented with a computer that accepts the description of a problem and uses a database of 
past cases in order to find a solution to the problem at hand. The term 'case' refers to a problem- 
solving experience" and col. 3, lines 28-40, "a case is a database entry that includes the 
symptoms of the problem, the cause of a problem, and a solution to the problem. When a new 
problem is presented to the system 10, the information (or symptoms) relating to the new 
problem is input into a case retriever 14. . . Using these most important features, the case retriever 
14 queries the case library and retrieves cases that are initially deemed appropriate to the new 
problem," where the claimed "unstructured service request" is the referenced "new problem," the 
claimed "structured answer objects" are the referenced "retrieve[d] cases," the claimed 
"communication process" is the referenced "problem-solving experience," the claimed 
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"information to narrow product problem symptom(s)" is the referenced "most important 
features" and the claimed "hierarchically structured historic problem diagnosis data" is the 
referenced "symptoms of the problem, the cause of a problem, and a solution to the problem" 
which is historic since it is a previously solved case and is hierarchical because a symptom must 
have a cause which must have a solution. 

Simoudis teaches "and in view of the product problem symptom(s): identifying a set of 
the one or more structured answer data objects, each structured answer data object in the set 
comprising terms (and/or phrases) related to the product problem symptom(s) ," see Fig. 1 and 
col. 3, lines 50-64, "Once the case retriever 14 has retrieved cases from the case library 12... the 
case retriever 14 then performs a justification for each of the cases which have been retrieved... 
The first action is the acceptance of a retrieved case because it is justifiably relevant to the 
problem being solved," where the claimed "set" is the referenced "case [that] is justifiably 
relevant." 

Simoudis teaches "and providing historic and hierarchically structured problem diagnosis 
data from the set to an end-user for product problem diagnosis," see Fig. 1 and col. 7, lines 9-23, 
"The retrieved cases whose causal explanation can be successfully used to solve a problem are 
returned to the user or the case reasoner." 

Simoudis teaches "the problem diagnosis data comprising: a product problem 
description," see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the 
problem, the cause of a problem, and a solution to the problem," where the claimed "description" 
is the referenced "symptoms of the problem." 
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Simoudis teaches "a product problem cause that caused the described product problem," 
see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "cause" is the referenced 
"cause of the problem." 

Simoudis teaches "and a product problem resolution that resolves the described product 
problem by fixing the corresponding product problem cause, wherein a product problem 
description data field is a parent node of a product problem cause data field, and the product 
problem cause data field is a parent node of the product problem resolution data field," see col. 3, 
lines 28-40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem," where the claimed "resolution" is the referenced 
"solution to the problem," and where the results are hierarchical because a symptom must have a 
cause which must have a solution. 

17. Simoudis teaches "The computer-readable medium of claim 15, and wherein the 
problem diagnosis data comprise a link to a product support article," see col. 9, lines 61-67, "A 
causal explanation is an annotation, or summary, made by the technician or user who inserted a 
case in the case library 12." 

18. Simoudis teaches "The computer-readable medium of claim 15, and wherein 
converting the unstructured service requests, identifying the set, and providing the historic and 
hierarchically structured problem diagnosis data are performed by a server computing device, 
and wherein the computer-executable instruction further comprise instructions for," see Fig. 1 
and col. 3, lines 15-27, "A case-based reasoning system is shown in FIG. 1." 
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Simoudis teaches "receiving, from a client computing device, the product problem 
description," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "and wherein providing the historic and hierarchical, structured 
problem diagnosis data further comprises: searching an index for terms and/or phrases that match 
term(s) in the product problem description to identify the one or more structured answer objects 
in the set," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "communicating the set to the client computing device for display by a 
troubleshooting wizard to the end-user," see Fig. 1 and col. 7, lines 9-23, "The retrieved cases 
whose causal explanation can be successfully used to solve a problem are returned to the user or 
the case reasoner." 

19. Simoudis teaches "The computer-readable medium of claim 15, wherein the 
computer-executable instruction further comprise instructions for dynamically generating a 
knowledge base article from information provided by the set," see col. 4, lines 4-14, "A second 
type of learning occurs after the new problem has been solved (or not solved), with the 
information gained during the problem solving session being stored as a new case in the case 
library 12." 

20. Simoudis teaches "The computer-readable medium of claim 15, wherein after 
converting the unstructured service requests and before identifying the set and providing the 
historic and hierarchically structured problem diagnosis data, the computer- executable 
instruction further comprise instructions for: generating an index by: extracting features from the 
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structured answer objects; analyzing the features to identify the teens and the phrases; assigning 
relevance weight to the terms and the phrases; normalizing terminology within the terms and the 
phrases; and wherein identifying the set is based on information in the index," see col. 2, lines 8- 
24, "In order to guarantee that only one case is retrieved from the case library, these existing 
systems use various methods for organizing the case library, and rely on heuristic techniques in 
order to determine how to best search the case library." 

23. Simoudis teaches "A computer-readable storage medium comprising computer- 
executable instructions executable on a computing device for: communicating, by a 
troubleshooting wizard, a search request comprising a product problem description to a server 
computing device," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the 
system 10, the information (or symptoms) relating to the new problem is input into a case 
retriever 14." 

Simoudis teaches "and responsive to receiving a response to the search request, 
presenting, by the troubleshooting wizard, information from the response to the user, wherein the 
information is derived from end-user and product support engineer product communication 
processes, and which is not based on information solely generated by a professional writer or 
vendor tasked with documenting a product problem," see Fig. 1, col. 1, lines 23-35, "Case based 
reasoning is an artificial intelligence technique implemented with a computer that accepts the 
description of a problem and uses a database of past cases in order to find a solution to the 
problem at hand. The term 'case' refers to a problem-solving experience" and col. 3, lines 28-40, 
"a case is a database entry that includes the symptoms of the problem, the cause of a problem, 
and a solution to the problem. When a new problem is presented to the system 10, the 
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information (or symptoms) relating to the new problem is input into a case retriever 14. . . Using 
these most important features, the case retriever 14 queries the case library and retrieves cases 
that are initially deemed appropriate to the new problem," where the claimed "communication 
process" is the referenced "problem-solving experience." 

Simoudis teaches "and wherein the information comprises: a product problem 
description," see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the 
problem, the cause of a problem, and a solution to the problem," where the claimed "description" 
is the referenced "symptoms of the problem." 

Simoudis teaches "a product problem cause that caused a described product problem," 
see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "cause" is the referenced 
"cause of the problem." 

Simoudis teaches "and a product problem resolution that resolves the described product 
problem by fixing a corresponding product problem cause, wherein a product problem 
description data field is a parent node of a product problem cause data field, and the product 
problem cause data field is a parent node of the product problem resolution data field," see col. 3, 
lines 28-40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem," where the claimed "resolution" is the referenced 
"solution to the problem," and where the results are hierarchical because a symptom must have a 
cause which must have a solution. 

24. Simoudis teaches "The computer-readable storage medium of claim 23, wherein the 
historic problem diagnosis data comprise any one or more of hierarchically structured product 
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problem description, symptom, cause, and resolution information," see col. 3, lines 28-40, "a 
case is a database entry that includes the symptoms of the problem, the cause of a problem, and a 
solution to the problem." 

25. Simoudis teaches "The computer-readable storage medium of claim 23, wherein the 
information comprises a link to a product support article," see col. 9, lines 61-67, "A causal 
explanation is an annotation, or summary, made by the technician or user who inserted a case in 
the case library 12." 

26. Simoudis teaches "The computer-readable storage medium of claim 23, wherein the 
information comprises a set of structured answer objects," see col. 3, lines 28-40, "Using these 
most important features, the case retriever 14 queries the case library and retrieves cases that are 
initially deemed appropriate to the new problem," where the claimed "structured answer objects" 
are the referenced "retrieve[d] cases." 

29. Simoudis teaches "A computer-readable storage medium comprising a structured 
answer object data structure for use in product problem analysis and diagnosis, the structured 
answer object data structure comprising," see Fig. 1 and col. 7, lines 9-23, "The retrieved cases 
whose causal explanation can be successfully used to solve a problem are returned to the user or 
the case reasoner." 

Simoudis teaches "a product problem description data field," see col. 3, lines 28-40, "a 
case is a database entry that includes the symptoms of the problem, the cause of a problem, and a 
solution to the problem," where the claimed "description" is the referenced "symptoms of the 
problem." 
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Simoudis teaches "a product problem cause data field," see col. 3, lines 28-40, "a case is 
a database entry that includes the symptoms of the problem, the cause of a problem, and a 
solution to the problem," where the claimed "cause" is the referenced "cause of the problem." 

Simoudis teaches "a product problem resolution data field," see col. 3, lines 28-40, "a 
case is a database entry that includes the symptoms of the problem, the cause of a problem, and a 
solution to the problem," where the claimed "resolution" is the referenced "solution to the 
problem." 

Simoudis teaches "and wherein the product problem description data field is a parent 
node of the product problem cause data field, and the product problem cause data field is a parent 
node of the product problem resolution data field," sec col. 3, lines 28-40, "a case is a database 
entry that includes the symptoms of the problem, the cause of a problem, and a solution to the 
problem," where the results are hierarchical because a symptom must have a cause which must 
have a solution. 

30. Simoudis teaches "The computer-readable storage medium of claim 29, wherein the 
structured answer object data structure further comprises a product problem symptom data field, 
the product problem description field being a parent node of the product problem symptom data 
field," see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the 
problem, the cause of a problem, and a solution to the problem," where the claimed "description" 
is the referenced "symptoms of the problem." 

3 1 . Simoudis teaches "A computing device comprising: a processor; and a memory 
coupled to the processor, the memory comprising computer-program instructions executable by 
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the processor for," see Fig. 1 and col. 3, lines 15-27, "A case-based reasoning system is shown in 
FIG. 1." 

Simoudis teaches "converting, by a computing device, unstructured service requests to 
one or more structured answer objects, each unstructured service request comprises information 
that is a result of an end-user and product support engineer product communication processes, 
which is not based on information solely generated by a professional writer or vendor tasked 
with documenting a product, and includes including information to narrow product problem 
symptom(s) to a root cause, each structured answer object comprising hierarchically structured 
historic problem diagnosis data, " see Fig. 1, col. 1, lines 23-35, "Case based reasoning is an 
artificial intelligence technique implemented with a computer that accepts the description of a 
problem and uses a database of past cases in order to find a solution to the problem at hand. The 
term 'case' refers to a problem-solving experience" and col. 3, lines 28-40, "a case is a database 
entry that includes the symptoms of the problem, the cause of a problem, and a solution to the 
problem. When a new problem is presented to the system 10, the information (or symptoms) 
relating to the new problem is input into a case retriever 14. . . Using these most important 
features, the case retriever 14 queries the case library and retrieves cases that are initially deemed 
appropriate to the new problem," where the claimed "unstructured service request" is the 
referenced "new problem," the claimed "structured answer objects" are the referenced 
"retrieve[d] cases," the claimed "communication process" is the referenced "problem-solving 
experience," the claimed "information to narrow product problem symptom(s)" is the referenced 
"most important features" and the claimed "hierarchically structured historic problem diagnosis 
data" is the referenced "symptoms of the problem, the cause of a problem, and a solution to the 
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problem" which is historic since it is a previously solved case and is hierarchical because a 
symptom must have a cause which must have a solution. 

Simoudis teaches "and in view of the product problem symptom(s): identifying a set of 
the one or more structured answer data objects, each structured answer data object in the set 
comprising term(s) and/or phrase(s) related to the product problem symptom(s) ," see Fig. 1 and 
col. 3, lines 50-64, "Once the case retriever 14 has retrieved cases from the case library 12. . . the 
case retriever 14 then performs a justification for each of the cases which have been retrieved. . . 
The first action is the acceptance of a retrieved case because it is justifiably relevant to the 
problem being solved," where the claimed "set" is the referenced "case [that] is justifiably 
relevant." 

Simoudis teaches "and providing historic and hierarchically structured problem diagnosis 
data from the set to an end-user for product problem diagnosis," see Fig. 1 and col. 7, lines 9-23, 
"The retrieved cases whose causal explanation can be successfully used to solve a problem are 
returned to the user or the case reasoner." 

Simoudis teaches "the problem diagnosis data comprising: a product problem 
description," see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the 
problem, the cause of a problem, and a solution to the problem," where the claimed "description" 
is the referenced "symptoms of the problem." 

Simoudis teaches "a product problem cause that caused the described product problem," 
see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "cause" is the referenced 
"cause of the problem." 
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Simoudis teaches "and a product problem resolution that resolves the described product 
problem by fixing the corresponding product problem cause, wherein a product problem 
description data field is a parent node of a product problem cause data field, and the product 
problem cause data field is a parent node of the product problem resolution data field," see col. 3, 
lines 28-40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem," where the claimed "resolution" is the referenced 
"solution to the problem," and where the results are hierarchical because a symptom must have a 
cause which must have a solution. 

33. Simoudis teaches "The computing device of claim 3 1 , and wherein the problem 
diagnosis data comprise a link to a product support article," see col. 9, lines 61-67, "A causal 
explanation is an annotation, or summary, made by the technician or user who inserted a case in 
the case library 12." 

34. Simoudis teaches "The computing device of claim 31, and wherein converting the 
unstructured service requests, identifying the set, and providing the historic and hierarchically 
structured problem diagnosis data are performed by a server computing device, and wherein the 
computer-executable instruction further comprise instructions for," see Fig. 1 and col. 3, lines 
15-27, "A case-based reasoning system is shown in FIG. 1." 

Simoudis teaches "receiving, from a client computing device, the product problem 
description," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "and wherein providing the historic and hierarchically structured 
problem diagnosis data further comprises: searching an index for terms and/or phrases that match 
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term(s) in the product problem description to identify the one or more structured answer objects 
in the set," see Fig. 1 and col. 3, lines 28-40, "When a new problem is presented to the system 
10, the information (or symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "communicating the set to the client computing device for display by a 
troubleshooting wizard to the end-user," see Fig. 1 and col. 7, lines 9-23, "The retrieved cases 
whose causal explanation can be successfully used to solve a problem are returned to the user or 
the case reasoner." 

35. Simoudis teaches "The computing device of claim 3 1 , wherein the computer- 
executable instruction further comprise instructions for dynamically generating a knowledge 
base article from information provided by the set," see col. 4, lines 4-14, "A second type of 
learning occurs after the new problem has been solved (or not solved), with the information 
gained during the problem solving session being stored as a new case in the case library 12." 

36. Simoudis teaches "The computing device of claim 31, wherein after converting the 
unstructured service requests and before identifying the set and providing the historic and 
hierarchically structured problem diagnosis data, the computer- executable instruction further 
comprise instructions for: generating an index by: extracting features from the structured answer 
objects; analyzing the features to identify the terms and the phrases; assigning relevance weight 
to the terms and the phrases; normalizing terminology within the terms and the phrases; and 
wherein identifying the set is based on information in the index," see col. 2, lines 8-24, "In order 
to guarantee that only one case is retrieved from the case library, these existing systems use 
various methods for organizing the case library, and rely on heuristic techniques in order to 
determine how to best search the case library." 
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39. Simoudis teaches "A computing device comprising: a processor; and a memory 
coupled to the processor, the memory comprising computer-program instructions executable by 
the processor for," see Fig. 1 and col. 3, lines 15-27, "A case-based reasoning system is shown in 
FIG. 1." 

Simoudis teaches "communicating, by a troubleshooting wizard, a search request 
comprising a product problem description to a server computing device," see Fig. 1 and col. 3, 
lines 28-40, "When a new problem is presented to the system 10, the information (or symptoms) 
relating to the new problem is input into a case retriever 14." 

Simoudis teaches "responsive to receiving a response to the search request, 
systematically presenting to a user of the troubleshooting wizard historical product problem 
diagnosis data organized by the server computing device into a hierarchical tree from structured 
answer data objects in view of the product problem description," see Fig. 1 and col. 3, lines 28- 
40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem. When a new problem is presented to the system 10, the 
information (or symptoms) relating to the new problem is input into a case retriever 14. . . Using 
these most important features, the case retriever 14 queries the case library and retrieves cases 
that are initially deemed appropriate to the new problem," where the claimed "search request" is 
the referenced "new problem," the claimed "structured answer data objects" are the referenced 
"retrieve[d] cases" and the claimed "hierarchically tree" is the referenced "symptoms of the 
problem, the cause of a problem, and a solution to the problem" which is hierarchical because a 
symptom must have a cause which must have a solution. 



Application/Control Number: 1 0/826, 1 60 Page 26 

Art Unit: 2168 

Simoudis teaches "and responsive to receiving a response to the search request, 
presenting, by the troubleshooting wizard, information from the response to the user, the 
information comprising historic problem diagnosis data, the historic problem diagnosis data 
comprising information that is a result of an end-user and product support engineer product 
communication processes, which is not based on information solely generated by a professional 
writer or vendor tasked with documenting a product being associated with term(s) and/or 
phrase(s) related to the product problem description," see Fig. 1, col. 1, lines 23-35, "Case based 
reasoning is an artificial intelligence technique implemented with a computer that accepts the 
description of a problem and uses a database of past cases in order to find a solution to the 
problem at hand. The term 'case' refers to a problem-solving experience" and col. 3, lines 28-40, 
"a case is a database entry that includes the symptoms of the problem, the cause of a problem, 
and a solution to the problem. When a new problem is presented to the system 10, the 
information (or symptoms) relating to the new problem is input into a case retriever 14. . . Using 
these most important features, the case retriever 14 queries the case library and retrieves cases 
that are initially deemed appropriate to the new problem," where the claimed "communication 
process" is the referenced "problem-solving experience" and the claimed "historic problem 
diagnosis data" is the referenced "symptoms of the problem, the cause of a problem, and a 
solution to the problem" which is historic since it is a previously solved case. 

40. Simoudis teaches "The computing device of claim 39, wherein the historic problem 
diagnosis data comprise any one or more of hierarchically structured product problem 
description, symptom, cause, and resolution information," see col. 3, lines 28-40, "a case is a 
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database entry that includes the symptoms of the problem, the cause of a problem, and a solution 
to the problem." 

41. Simoudis teaches "The computing device of claim 39, wherein the information 
comprises a link to a product support article," see col. 9, lines 61-67, "A causal explanation is an 
annotation, or summary, made by the technician or user who inserted a case in the case library 
12." 

42. Simoudis teaches "The computing device of claim 39, wherein the information 
comprises a set of structured answer objects," see col. 3, lines 28-40, "Using these most 
important features, the case retriever 14 queries the case library and retrieves cases that are 
initially deemed appropriate to the new problem," where the claimed "structured answer objects" 
are the referenced "retrieve[d] cases." 

45. Simoudis teaches "A computing device comprising: means for converting 
unstructured service requests comprising information that is a result of an end-user and product 
support engineer product communication processes, which is not based on information solely 
generated by a professional writer or vendor tasked with documenting a product, to one or more 
structured answer objects, each unstructured service request including information to narrow 
product problem symptom(s) to a root cause, each structured answer object comprising 
hierarchically structured historic problem diagnosis data," see Fig. 1, col. 1, lines 23-35, "Case 
based reasoning is an artificial intelligence technique implemented with a computer that accepts 
the description of a problem and uses a database of past cases in order to find a solution to the 
problem at hand. The term 'case' refers to a problem-solving experience" and col. 3, lines 28-40, 
"a case is a database entry that includes the symptoms of the problem, the cause of a problem, 
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and a solution to the problem. When a new problem is presented to the system 10, the 
information (or symptoms) relating to the new problem is input into a case retriever 14. . . Using 
these most important features, the case retriever 14 queries the case library and retrieves cases 
that are initially deemed appropriate to the new problem," where the claimed "unstructured 
service request" is the referenced "new problem," the claimed "structured answer objects" are 
the referenced "retrieve[d] cases," the claimed "communication process" is the referenced 
"problem-solving experience," the claimed "information to narrow product problem 
symptom(s)" is the referenced "most important features" and the claimed "hierarchically 
structured historic problem diagnosis data" is the referenced "symptoms of the problem, the 
cause of a problem, and a solution to the problem" which is historic since it is a previously 
solved case and is hierarchical because a symptom must have a cause which must have a 
solution. 

Simoudis teaches "and in view of a product problem description: means for identifying a 
set of the one or more structured answer data objects, each structured answer data object in the 
set comprising term(s) and/or phrase(s) related to the product problem description," see Fig. 1 
and col. 3, lines 50-64, "Once the case retriever 14 has retrieved cases from the case library 12. . . 
the case retriever 14 then performs a justification for each of the cases which have been 
retrieved. . . The first action is the acceptance of a retrieved case because it is justifiably relevant 
to the problem being solved," where the claimed "set" is the referenced "case [that] is justifiably 
relevant." 

Simoudis teaches "and means for providing historic and hierarchically structured problem 
diagnosis data from the set to an end-user for product problem diagnosis," see Fig. 1 and col. 7, 
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lines 9-23, "The retrieved cases whose causal explanation can be successfully used to solve a 
problem are returned to the user or the case reasoner." 

Simoudis teaches "the problem diagnosis data comprising: a product problem 
description," see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the 
problem, the cause of a problem, and a solution to the problem," where the claimed "description" 
is the referenced "symptoms of the problem." 

Simoudis teaches "a product problem cause that caused the described product problem," 
see col. 3, lines 28-40, "a case is a database entry that includes the symptoms of the problem, the 
cause of a problem, and a solution to the problem," where the claimed "cause" is the referenced 
"cause of the problem." 

Simoudis teaches "and a product problem resolution that resolves the described product 
problem by fixing the corresponding product problem cause, wherein a product problem 
description data field is a parent node of a product problem cause data field, and the product 
problem cause data field is a parent node of the product problem resolution data field," see col. 3, 
lines 28-40, "a case is a database entry that includes the symptoms of the problem, the cause of a 
problem, and a solution to the problem," where the claimed "resolution" is the referenced 
"solution to the problem," and where the results are hierarchical because a symptom must have a 
cause which must have a solution. 

47. Simoudis teaches "The computing device of claim 45, and wherein the problem 
diagnosis data comprise a link to a product support article," see col. 9, lines 61-67, "A causal 
explanation is an annotation, or summary, made by the technician or user who inserted a case in 
the case library 12." 
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48. Simoudis teaches "The computing device of claim 45, and further comprising: means 
for receiving, from a client computing device, the product problem description," see Fig. 1 and 
col. 3, lines 28-40, "When a new problem is presented to the system 10, the information (or 
symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "and wherein the means for providing the historic and hierarchically 
structured problem diagnosis data further comprises: means for searching an index for terms 
and/or phrases that match term(s) in the product problem description to identify the one or more 
structured answer objects in the set," see Fig. 1 and col. 3, lines 28-40, "When a new problem is 
presented to the system 10, the information (or symptoms) relating to the new problem is input 
into a case retriever 14." 

Simoudis teaches "and means for communicating the set to the client computing device 
for display by a troubleshooting wizard to the end-user," see Fig. 1 and col. 7, lines 9-23, "The 
retrieved cases whose causal explanation can be successfully used to solve a problem are 
returned to the user or the case reasoner." 

49. Simoudis teaches "The computing device of claim 45, further comprising means for 
dynamically generating a knowledge base article from information provided by the set," see col. 
4, lines 4-14, "A second type of learning occurs after the new problem has been solved (or not 
solved), with the information gained during the problem solving session being stored as a new 
case in the case library 12." 

50. Simoudis teaches "A computing device comprising: means for processing; means for 
storing computer-program instructions executable by the processor," see Fig. 1 and col. 3, lines 
15-27, "A case-based reasoning system is shown in FIG. 1." 
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Simoudis teaches "means for communicating a search request to a server computing 
device, the means enabling a user to communicate a product problem description," see Fig. 1 and 
col. 3, lines 28-40, "When a new problem is presented to the system 10, the information (or 
symptoms) relating to the new problem is input into a case retriever 14." 

Simoudis teaches "and responsive to receiving a response to the search request, means for 
presenting information from the response to the user, the information comprising hierarchically 
structured historic problem cause and resolution data, the historic problem cause and resolution 
data being associated with term(s) and/or phrase(s) related to the product problem description," 
see Fig. 1, col. 1, lines 23-35, "Case based reasoning is an artificial intelligence technique 
implemented with a computer that accepts the description of a problem and uses a database of 
past cases in order to find a solution to the problem at hand. The term 'case' refers to a problem- 
solving experience" and col. 3, lines 28-40, "a case is a database entry that includes the 
symptoms of the problem, the cause of a problem, and a solution to the problem. When a new 
problem is presented to the system 10, the information (or symptoms) relating to the new 
problem is input into a case retriever 14. . . Using these most important features, the case retriever 
14 queries the case library and retrieves cases that are initially deemed appropriate to the new 
problem," where the claimed "search request" is the referenced "new problem," the claimed 
"information" is the referenced "retrieve[d] cases" and the claimed "hierarchically structured 
historic problem cause and resolution data" is the referenced "symptoms of the problem, the 
cause of a problem, and a solution to the problem" which is historic since it is a previously 
solved case and is hierarchical because a symptom must have a cause which must have a 
solution. 
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Simoudis teaches "wherein the product problem description is the parent of the 
corresponding historic problem cause data, and the historic problem cause data are parents of the 
corresponding historic problem resolution data," see col. 3, lines 28-40, "a case is a database 
entry that includes the symptoms of the problem, the cause of a problem, and a solution to the 
problem," where the results are hierarchical because a symptom must have a cause which must 
have a solution. 

52. Simoudis teaches "The computing device of claim 50, wherein the information 
comprises a link to a product support article," see col. 9, lines 61-67, "A causal explanation is an 
annotation, or summary, made by the technician or user who inserted a case in the case library 
12." 

53. Simoudis teaches "The computing device of claim 50, wherein the information 
comprises a set of structured answer objects," see col. 3, lines 28-40, "Using these most 
important features, the case retriever 14 queries the case library and retrieves cases that are 
initially deemed appropriate to the new problem," where the claimed "structured answer objects" 
are the referenced "retrieve[d] cases." 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set forth in 
section 102 of this title, if the differences between the subject matter sought to be patented and the prior art are 
such that the subject matter as a whole would have been obvious at the time the invention was made to a person 
having ordinary skill in the art to which said subject matter pertains. Patentability shall not be negatived by the 
manner in which the invention was made. 
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Claims 7-8, 13-14, 21-22, 27-28, 37-38, 43-44 and 54 are rejected under 35 U.S.C. 103(a) 
as being unpatentable over Simoudis, U.S. 5,224,206 (Simoudis), in view of Vaithyanathan et 
al., U.S. 5,819,258 (Vaithyanathan). 

7. Simoudis does not teach "The method of claim 6, wherein after converting the 
unstructured service requests and before identifying the set and providing the historic and 
hierarchically structured problem diagnosis data, the method further comprises: clustering 
respective ones of the structured answer objects based on the index to group related structured 
answer objects." Vaithyanathan does, however, see col. 10, lines 19-28, "Referring back to FIG. 
3, after feature extraction is completed in step 306, clustering is performed in step 308. More 
particularly, after the subset of tokens has been reduced by feature extraction, the reduced 
dimension matrix 612 is clustered." Thus, it would have been obvious to one of ordinary skill in 
the database art at the time of the invention to combine the teachings of the cited references 
because Vaithyanathan' s teachings would have allowed Simoudis' method and system to gain 
greater speed for search and browse operations, see col. 2, lines 16-31. 

Vaithyanathan teaches "and wherein providing the set, the set comprises a reinforced 
cluster of structured answer objects," see col. 7, lines 20-42, "Additionally, the weighting 
methods used in the vector-space model assign a relatively low weight to commonly occurring 
terms and relatively higher weights to rarer terms." 

8. Simoudis does not teach "The method of claim 7, wherein clustering comprises 
reinforced and unified clustering operations." Vaithyanathan does, however, see col. 10, lines 
19-28, "Referring back to FIG. 3, after feature extraction is completed in step 306, clustering is 
performed in step 308. More particularly, after the subset of tokens has been reduced by feature 
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extraction, the reduced dimension matrix 612 is clustered." Thus, it would have been obvious to 
one of ordinary skill in the database art at the time of the invention to combine the teachings of 
the cited references because Vaithyanathan's teachings would have allowed Simoudis' method 
and system to gain greater speed for search and browse operations, see col. 2, lines 16-31. 

13. Simoudis does not teach "The method of claim 12, wherein respective ones of the 
structured answer objects are clustered by the server computing device as corresponding to one 
another, the clustering being based on reinforced clustering operations." Vaithyanathan does, 
however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed 
in step 306, clustering is performed in step 308. More particularly, after the subset of tokens has 
been reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it 
would have been obvious to one of ordinary skill in the database art at the time of the invention 
to combine the teachings of the cited references because Vaithyanathan's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 

14. Simoudis does not teach "The method of claim 13, wherein the clustering is further 
based on unified clustering operations." Vaithyanathan does, however, see col. 10, lines 19-28, 
"Referring back to FIG. 3, after feature extraction is completed in step 306, clustering is 
performed in step 308. More particularly, after the subset of tokens has been reduced by feature 
extraction, the reduced dimension matrix 612 is clustered." Thus, it would have been obvious to 
one of ordinary skill in the database art at the time of the invention to combine the teachings of 
the cited references because Vaithyanathan's teachings would have allowed Simoudis' method 
and system to gain greater speed for search and browse operations, see col. 2, lines 16-31. 
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21. Simoudis does not teach "The computer-readable medium of claim 20, wherein after 
converting the unstructured service requests and before identifying the set and providing the 
historic and hierarchically structured problem diagnosis data, the computer- executable 
instruction further comprise instructions for: clustering respective ones of the structured answer 
objects based on the index to group related structured answer objects." Vaithyanathan does, 
however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed 
in step 306, clustering is performed in step 308. More particularly, after the subset of tokens has 
been reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it 
would have been obvious to one of ordinary skill in the database art at the time of the invention 
to combine the teachings of the cited references because Vaithyanathan 's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 

Vaithyanathan teaches "and wherein providing the set, the set comprises a reinforced 
cluster of structured answer objects," see col. 7, lines 20-42, "Additionally, the weighting 
methods used in the vector-space model assign a relatively low weight to commonly occurring 
terms and relatively higher weights to rarer terms." 

22. Simoudis does not teach "The computer-readable medium of claim 21, wherein 
clustering comprises reinforced and unified clustering operations." Vaithyanathan does, 
however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed 
in step 306, clustering is performed in step 308. More particularly, after the subset of tokens has 
been reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it 
would have been obvious to one of ordinary skill in the database art at the time of the invention 
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to combine the teachings of the cited references because Vaithyanathan's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 

27. Simoudis does not teach "The computer-readable storage medium of claim 26, 
wherein respective ones of the structured answer objects were clustered by the server computing 
device as corresponding to one-another, the clustering being based on reinforced clustering 
operations." Vaithyanathan does, however, see col. 10, lines 19-28, "Referring back to FIG. 3, 
after feature extraction is completed in step 306, clustering is performed in step 308. More 
particularly, after the subset of tokens has been reduced by feature extraction, the reduced 
dimension matrix 612 is clustered." Thus, it would have been obvious to one of ordinary skill in 
the database art at the time of the invention to combine the teachings of the cited references 
because Vaithyanathan's teachings would have allowed Simoudis' method and system to gain 
greater speed for search and browse operations, see col. 2, lines 16-31. 

28. Simoudis does not teach "The computer-readable storage medium of claim 27, 
wherein the clustering is further based on unified clustering operations." Vaithyanathan does, 
however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed 
in step 306, clustering is performed in step 308. More particularly, after the subset of tokens has 
been reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it 
would have been obvious to one of ordinary skill in the database art at the time of the invention 
to combine the teachings of the cited references because Vaithyanathan's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 
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37. Simoudis does not teach "The computing device of claim 36, wherein after 
converting the unstructured service requests and before identifying the set and providing the 
historic and hierarchically structured problem diagnosis data, the computer- executable 
instruction further comprise instructions for: clustering respective ones of the structured answer 
objects based on the index to group related structured answer objects." Vaithyanathan does, 
however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed 
in step 306, clustering is performed in step 308. More particularly, after the subset of tokens has 
been reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it 
would have been obvious to one of ordinary skill in the database art at the time of the invention 
to combine the teachings of the cited references because Vaithyanathan 's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 

Vaithyanathan teaches "and wherein providing the set, the set comprises a reinforced 
cluster of structured answer objects," see col. 7, lines 20-42, "Additionally, the weighting 
methods used in the vector-space model assign a relatively low weight to commonly occurring 
terms and relatively higher weights to rarer terms." 

38. Simoudis does not teach "The computing device of claim 37, wherein clustering 
comprises reinforced and unified clustering operations." Vaithyanathan does, however, see col. 
10, lines 19-28, "Referring back to FIG. 3, after feature extraction is completed in step 306, 
clustering is performed in step 308. More particularly, after the subset of tokens has been 
reduced by feature extraction, the reduced dimension matrix 612 is clustered." Thus, it would 
have been obvious to one of ordinary skill in the database art at the time of the invention to 
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combine the teachings of the cited references because Vaithyanathan's teachings would have 
allowed Simoudis' method and system to gain greater speed for search and browse operations, 
see col. 2, lines 16-31. 

43. Simoudis does not teach "The computing device of claim 42, wherein respective ones 
of the structured answer objects were clustered by the server computing device as corresponding 
to one-another, the clustering being based on reinforced clustering operations." Vaithyanathan 
does, however, see col. 10, lines 19-28, "Referring back to FIG. 3, after feature extraction is 
completed in step 306, clustering is performed in step 308. More particularly, after the subset of 
tokens has been reduced by feature extraction, the reduced dimension matrix 612 is clustered." 
Thus, it would have been obvious to one of ordinary skill in the database art at the time of the 
invention to combine the teachings of the cited references because Vaithyanathan's teachings 
would have allowed Simoudis' method and system to gain greater speed for search and browse 
operations, see col. 2, lines 16-31. 

44. Simoudis does not teach "The computing device of claim 43, wherein the clustering is 
further based on unified clustering operations." Vaithyanathan does, however, see col. 10, lines 
19-28, "Referring back to FIG. 3, after feature extraction is completed in step 306, clustering is 
performed in step 308. More particularly, after the subset of tokens has been reduced by feature 
extraction, the reduced dimension matrix 612 is clustered." Thus, it would have been obvious to 
one of ordinary skill in the database art at the time of the invention to combine the teachings of 
the cited references because Vaithyanathan's teachings would have allowed Simoudis' method 
and system to gain greater speed for search and browse operations, see col. 2, lines 16-31. 
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54. Simoudis does not teach "The computing device of claim 53, wherein respective ones 
of the structured answer objects were clustered by the server computing device as corresponding 
to one another." Vaithyanathan does, however, see col. 10, lines 19-28, "Referring back to FIG. 
3, after feature extraction is completed in step 306, clustering is performed in step 308. More 
particularly, after the subset of tokens has been reduced by feature extraction, the reduced 
dimension matrix 612 is clustered." Thus, it would have been obvious to one of ordinary skill in 
the database art at the time of the invention to combine the teachings of the cited references 
because Vaithyanathan' s teachings would have allowed Simoudis' method and system to gain 
greater speed for search and browse operations, see col. 2, lines 16-31. 

Response to Arguments 

Applicant's arguments with respect to the 35 U.S.C. 102 and 103 rejections of the 
independent claims have been considered but are moot in view of the new ground(s) of rejection. 

Conclusion 

The prior art made of record and not relied upon is considered pertinent to Applicant's 
disclosure: U.S. 5,794,237 and U.S. 2004/0193560. 

Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Aaron Sanders whose telephone number is 571-270-1016. The 
examiner can normally be reached on M-F 9:00a-4:00p. 
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If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Tim Vo can be reached on 571-272-3642. The fax phone number for the 
organization where this application or proceeding is assigned is 571-273-8300. 

Information regarding the status of an application may be obtained from the Patent 
Application Information Retrieval (PAIR) system. Status information for published applications 
may be obtained from either Private PAIR or Public PAIR. Status information for unpublished 
applications is available through Private PAIR only. For more information about the PAIR 
system, see http://pair-direct.uspto.gov. Should you have questions on access to the Private PAIR 
system, contact the Electronic Business Center (EBC) at 866-217-9197 (toll-free). If you would 
like assistance from a USPTO Customer Service Representative or access to the automated 
information system, call 800-786-9199 (IN USA OR CANADA) or 571-272-1000. 

/Tim T. Vo/ 

Supervisory Patent Examiner, Art Unit 
2168 

/Aaron Sanders/ 
Examiner, Art Unit 2168 
4 June 2008 



/S. P./ 

Primary Examiner, Art Unit 2164 



